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Measuring and Managing Performance
for Neighbourhood Services
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Who are our target audience for performance

reports?
Internal External
« Senior Management * Elected Members
Team « Town and Parish
« Operational Managers Councillor SLA's
 Portfolio Holders * Public
(Elected Members for « Partners and
Local Services) Stakeholders

* QOperational Staff
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Dashboard

Neighbourhood Services Performance Dashboard 2014/15 - March 2015
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Neighbourhood Services Performance Dashboard 2014/15
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Scorecard

Neighbourhood Services

PERFORMANCE SCORECARD 2014/15
March 2015

erformance Highlights

Breas of Good Performance PI'z listed below which have demonstrated good and improving performance in the last month: Froportion of fly-tips remoued from public areas within 3 days has exceeded the target during March,

PI's listed below which have not performed well in the last month: Percentage of qully works completed in line with set programme (811 performance has Fallen significantly bo 375 during March.

PI's listed below which have not performed well in the last month and are demonstrating consistent under perf and i ion is ded: Percentage of quily works completed in line with set programme [SOUTH) &
[West) have continuously underperformed and intervention is recommended.

SMT, Scruting and Corporate
ndicators

SMT and Scruting performance indicators: * complaints rezponded to within 18 working days requires improvement. FOI ar Environmental Requests responded to on time has achieved the 1002 target.

Business Excellence
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Supporting Dashboards and Reports

« Risk Management Reports
« Customer Feedback and Intelligence

Dashboard
 FOI Dashboard M“L
» Strategic Priorities Progress Updates N‘\""
* Project Management Highlight

Reports
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Reporting Performance for
our Enhanced Service SLA’s
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Grounds Maintenance

Grass Cutting

Grass cutting is on target with 6 grass
cuts completed. Enhanced finish has
been achieved on most plos with a
|lowered grass cutting height. Wet
conditions during cutting in Seaton
Sluice caused a few unsighthy
accumulations of cut grass. The
following grass cut addressed these
issues. An estate wslk about in Seghill
with Homes for Morthumberlandstaff
identified all plots cut to HFM SLA
standard.

\Weed Control

We are experiencing ongoing issues
with weeds. A contractor is due to start
spraying footpaths and kerb edges.

Tree Inspections

2 trees were inspected and 7 trees
were individually attended to during the
pericd 20/0442015- 15/05/2015.

Seaton Valley Council Partnership Agreement
Performance Report 20/04/2015 - 15/05/2015

Street Cleansing

Street Cleaning
Kerbed edge sweepingisstill on
target.

Litter Picks

Litter picking schedules are on target.
All litter bins have beenemplied on
schedule.

Mo Fixed Penalty Motices were issued
for littering during the period
20/04/2015 - 15/06/2015.

Dog Fouling

The Street Cleansing Teamare
experiencing ongoing issues in relation
to dog fouling.

There have been no Fixed Penalty
Motices issued for deg fouling during
this peried.

Fly Tipping
Fly-tipping has inoreased over the |ast
two months.

2 incidents of fly tipping were
investigated by the Enforcement Team
during the period.

Enforced Yard Clearances
There were no enforced yard
clearances during the periocd
20/04/2015 - 15/05/2015.

Duty of Care

1 incident involving waste or trade
waste was investigated by
Enforcement Officers during the
pericd.

™ e
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Public Realm

Public Toilets

All publicteilets in Seaton WValley are
inspected and cleansedon a daily
basis.

Bus Shelter Cleaning
The deaningof the bus shelters
continues to be on target.

Play Area Inspections
Flay area inspections are on target and
repairs are camied cut when identified.

Graffiti

3 incidents of graffitiwere reported at
Mew Hartley, which have now been
removed.

Abandoned Vehicles
Mo abandoned vehicles were reported
during this pericd.

Refuse Collection

11 missed bins were reported during
the pericd and 8 were due to Council
emror. All missed bins were collected
within 24 hours of being reported.

Additional Information
The painting of the railings in Seaton
Sluice has now started.

______

Customer Feedback

Service Requests
Service requests are deslt with as and
when they are recsived.

Compliments

2 compliment were received during
this peried. One was regarding the
Strest Scene Teamwho camied out
maintenanceon grass verges behind
Chipchase. The second compliment
was regarding theexcellent
appearance of grassed areas around
Cld Hartley and Seaton Sluice.

Complaints
Mo complaink were received during
this peried.

Suggestions

There have been nosuggestions put
forward from residents of Seaton
Valley.

Customer quote of the month:

\________/

e
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What are the benefits?

« Enables effective management

* Increases transparency

« Demonstrates customer focus and VM

« Enables effective target setting and
benchmarking

» Mechanism to check the pulse of the
business

 Effective Planning

« Enables early intervention by managers

* Enables changes in behaviour
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Are we achieving improved
performance and cleaner,
greener Neighbourhoods?
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We are Cleaner

We have performed above the national
average consistently throughout the year for
removal of litter, detritus and graffiti
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We have made real improvements
dealing with reported fly-tipping

* We now consistently have over 85% of all fly tips
removed within 3 working days

« Through improved enforcement we have been
able to increase the number of FPNs issued and
also successfully prosecute offenders

« The end result is less of this on our beautiful
landscape!
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We have maintained Green Flag status
for 6 of our parks in Northumberland
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Partnership Work

»  We work with many Town and Parish Councils on their “In Bloom”
entries

« We have a network of environmental champions, community groups,
parish litter pickers, schools and volunteers who help us to keep
Northumberland looking fantastic and exceptionally clean

~RUDHOE
GROUND
1
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Ornamental and Wild Flower Planting
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Tree Thinning
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Our workforce

We have a dedicated workforce including town teams
committed to making our neighbourhoods clean, safe and
beautiful places for residents and visitors to enjoy
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LOVE Northumberland

Northumberland

Caring for our county.....
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Helping us to stay cleaner, safer
and greener

« LOVE Northumberland provides a backdrop for all
that we do to keep Northumberland beautiful

* It's a framework that joins up our activities across all
service areas

o
y
N

1l g
.

Northumberand

Caring for our county.....
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Caring for our county.....

Campaign Aims:

* Promote the work of the council and its partners in keeping Northumberland
beautiful for residents and tourists.

« Encourage more people to report environmental problems and get involved
in work to protect our public spaces.

» Raise awareness of environmental issues.
* Promote our key messages on the environment to help us meet targets
« Create a sense of joint ownership around Love Northumberland issues.

« The campaign has grown over the last 5 years and we are always looking
for new ways to grow it further
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Performance Management Culture

o Staff have a better
understanding of why we need
to measure

Managers and front line staff
have an interest in performance
management

Our teams are committed to
Improvement
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And finally,

Good performance management isn't
always about looking for areas to
Improve
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How to contact us

Isobel Nicholson, Business Improvement Team
Leader

Telephone: 01670 622330
Email; Isobel.Nicholson@Northumberland.gov.uk
m LinkedIn Member

Nicola Wardle, Business and Customer Support Team
Leader

Telephone: 01670 622997

Email: Nicola.Wardle@Northumberland.gov.uk
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-END-
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